[image: A logo with purple letters

AI-generated content may be incorrect.]

Data Protection 
Complaints Policy



This policy explains how The Truro Diocesan Board of Finance Ltd (TDBF) handles complaints relating to the processing of personal data, in accordance with:
· UK GDPR
· Data Protection Act 2018
· Data (Use and Access) Act 2025 (effective 19 June 2026)
· Guidance issued by the Information Commissioner’s Office (ICO)



Purpose 
It ensures individuals can raise concerns about how their personal data is handled and have those concerns addressed fairly, transparently, and without undue delay, before any escalation to the ICO. 
The purpose of this policy is to ensure that data protection complaints are handled in a consistent, lawful, and accountable manner.
TDBF is committed to ensuring that all complaints are handled:
· Fairly and impartially
· Lawfully and transparently
· Without discrimination or detriment to the complainant
· In a timely and proportionate manner
· In line with data protection legislation and ICO guidance
Individuals will not be treated less favourably for raising a data protection concern.

Scope
This policy applies to:
· All personal data processed by TDBF
· Complaints raised by any individual (including clergy and laity, employees, contractors, service users, members of the public)
· All staff, contractors, and processors acting on our behalf

What Is a Data Protection Complaint?
A data protection complaint arises when an individual believes TDBF has failed to comply with data protection law in handling their personal data.
Examples include (non‑exhaustive):
· Concerns about how personal data has been collected, used, shared, or retained
· Dissatisfaction with how a data subject rights request was handled
· Concerns following a personal data breach
· Issues relating to data accuracy, security, or lawful processing
Individuals do not need to use legal terminology or refer to legislation for a complaint to be valid.

Complaints and Data Subject Rights Requests
A data protection complaint is different from a data subject rights request (such as a Subject Access Request).
Data subject rights requests involve exercising a legal right under data protection legislation
Complaints relate to dissatisfaction with how personal data has been handled
A complaint may arise from the handling of a rights request and will be addressed under this policy.

How to Make a Complaint
Individuals may submit a data protection complaint using any of the following methods:
· Email: info@trurodiocese.org.uk
· Post: The Old Cathedral School, Cathedral Close, Truro, TR1 2FQ
· Telephone: 01872 274351 
· In person or via any staff member
Complaints may be made through any communication channel, and we will not require use of a specific form.  

Our Complaints Handling Process
1 Acknowledgement
We will acknowledge receipt of a data protection complaint within 30 calendar days of receipt.
2 Investigation
We will:
· Assess the nature and scope of the complaint
· Make appropriate enquiries without undue delay
· Involve relevant teams or processors where necessary
· Keep the complainant reasonably informed of progress
3 Outcome
We will provide the complainant with:
· A clear explanation of the outcome
· Any action taken or proposed to resolve the issue
· Information on how to escalate the complaint if dissatisfied
The outcome will be communicated without undue delay following completion of the investigation.  
While there is no fixed statutory deadline, we aim to conclude complaints within three months unless the matter is complex or exceptional. 

Escalation and ICO Contact
If a complainant remains dissatisfied with our response, they have the right to raise the matter with the Information Commissioner’s Office:
Information Commissioner’s Office (ICO)
Website: https://www.ico.org.uk
Helpline: 0303 123 1113
We will inform complainants of this right when communicating the outcome. 

Record‑Keeping
We will maintain internal records of:
· Data protection complaints received
· Actions taken to investigate and resolve them
· Outcomes provided to complainants
These records may be reviewed by the ICO if a complaint is escalated. 


Roles and Responsibilities
· Data Protection Lead: Overall responsibility for handling data protection complaints.
· All staff: Must recognise potential data protection complaints and promptly forward them to the appropriate team.
· Managers: Must support investigations and implement corrective actions where required.
Training on recognising and handling data protection complaints forms part of our data protection training programme

Relating policies and procedures
The Board has a separate general complaints policy for other matters which is available here: 
https://trurodiocese.org.uk/wp-content/uploads/2018/01/Policy-24-Complaints-policy-revised-FINAL-published-Sept-2021.pdf
To make a request to access your personal data, known as a Subject Access request, please contact us on info@trurodiocese.org.uk or 01872 274351
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